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GETTING STARTED 


This guide provides all the information you need to launch the application. 


This Service Support CD does not install any files onto your computer, it runs directly from 
your computer’s CD-ROM drive. 


Help is provided on the CD, but if you experience difficulties please contact 
customer.service @tso.co.uk for technical support naming Service Support CD in the 
subject line. Alternatively, telephone +44 (0) 870 600 5522. Technical support is available 
from TSO by telephone, facsimile or email between 0900 hrs and 1700 hrs, Monday to 
Friday (excluding English Bank and Public holidays) within either of the applicable UK 
time standards, GMT or BST. All queries will be replied to within 3 working days either 
with a solution or a timescale when the solution will be supplied. 


Running this CD 


Please check the System Requirements below before you start using this CD. Please note 
that if your PC complies with these minimum requirements you do not need to follow any 
installation procedures, simply insert this CD, and refer to “Navigating this Service Support 
Web CD” for guidance on navigating and using this CD. 


If you do not have a Web Browser installed, please refer to the instructions at “Installing a 
Browser” below. 


This CD has been designed to Autorun, so you simply have to insert the CD into the drive, 
and it will start automatically. 


However, if this does not happen, on the Task Bar click on the start button and select Run. 
Choose D:\index.htm (where D is the letter of your CD-ROM drive) and click OK. 
Alternatively you can select this file through your Windows Explorer or My Computer. 


Advice is contained within the Help Pages on this CD to help you set up your computer to 
Autorun. 
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NAVIGATING THIS SERVICE SUPPORT WEB CD 


The Toolbar Menu 


This toolbar menu is permanently present across the top of the screen. 


This menu contains links to the tools that you will find useful whilst using the Service 
Support CD. These are, in alphabetical order: 


Acronyms and Glossary; 
Bookmark; 

Help Page; 

History 

Home Page; 

Show/Hide Navigation Pane; 
Submit Search; and 

Table of Contents. 


The Home Page 


The Home page contains text which introduces you to Service Support CD. It also contains 
links to data peripheral to this CD which are in alphabetical order: 


Authors; 

Bookshop; 

Contact; 

Feedback form; 

Foreword by the Executive Director IT Directorate OGC; 
Further Information; 

Privacy Policy; and 

User Licence (Reference copy). 


The “Home” link on the Toolbar Menu bar will return you to this page. 


Links from the Home page 


Authors 


This page contains information about the author(s) whose experience working in the 
private sector of IT Service Management contributed to ITIL Service Support. 


Bookshop 


This page summarises the details of all the other titles in the ITIL series. The Order 
link will connect you to the online ordering facility provided by TSO (Please note 
that an internet connection is required). As you select to order an item, this will 
appear in your online “shopping basket”. Multiple orders can be made at the same 
time. If you decide not to proceed with your order you can remove the item from 
your shopping basket by using the Remove button to the right of your order. 
Alternatively, telephone ordering details are provided. 


Contacts 


From the Home Page, the Contact link provides you with useful information, includ- 
ing addresses, telephone numbers, and website URLs for OGC, TSO, itSMF (The 
ITIL International User Group), contacts for Qualifications and Training, and Open 
Objects Software Ltd. 


Feedback Form 


TSO always welcomes feedback on its products. This helps us to deliver our prod- 
ucts in the way our customers want, and to make sure that we are always providing 
the best and most useful products on the market. 


Providing feedback helps us to ensure that Service Support continues to suit your 
needs. 


The Feedback Form includes a send button - if you have Internet access you can send 
this electronically. Otherwise, simply print off the form and send it to TSO, by mail 
or by fax. 


Foreword 


Foreword to the Service Support CD. This foreword is written by Bob Assirati, 
Executive Director IT Directorate, OGC. 


Further Information 
This page gives general information and a background to Service Support. 


Privacy Policy 


The statement of TSO’s Privacy policy can be accessed from the Home Page link or 
from within the Feedback Form. 


This Privacy Policy statement is a reference copy. The master version of the TSO 
Privacy Policy is maintained on the corporate website www.tso.co.uk. 


User Licence (Reference Copy) 


This User Guide and the accompanying CD, both contain a Reference Copy of the 
stand alone single-user licence, which is valid only on the publication date of this 
Service Support CD. The inclusion of the licence enables you to check the terms and 
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If you have purchased a network licence for this product, different terms and condi- 
tions will apply. 


The master versions of both the stand alone single user licence and the network 
licence for this product are held on the TSO website named (www.tso.co.uk), and 
will be updated over time to show changing details, such as new customer service 
contact telephone numbers, or changes to the licence terms and conditions. 


Please note: The purchase of one copy of this Service Support CD provides licensed 
access to the Service Support CD on a stand alone single-user only basis. This 
licence is granted solely to the designated holder of the product within your organisa- 
tion. If you intend to access the Service Support CD from either your Intranet system 
or from any CD-ROM juke box, on more than one workstation, you a are nonionic 
bound to purchase a network licence. eee 


For further information on network licences please contact TSO on +44 (0) 870 
600 5522 or e-mail network.sales @tso.co.uk. 


Viewing the contents 


The full text of Service Support CD can be seen by clicking on the ‘Show Table of Contents’ 
button in the Toolbar menu. The left-hand frame shows a full list of Chapters and the ToC 
(Table of Contents) for each chapter can be viewed by clicking on the “plus” sign next to the 
chapter heading. 1 


Each of the headings in the Table of Contents (ToC) is a link to that section, helping you 
navigate through the chapter quickly and easily. Alternatively, if you are reading section by 
section, you can use the “Next/Previous Section” buttons to navigate. 
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Acronyms and Glossary 


A full listing of any acronyms used and their definitions has been provided in Appendix A. 1. 
The glossary provided in Appendix A.2. is a replica of that created for the printed version of 
Service Support. It is provided here as a reference tool, and thus is a permanent link on the 
Service Support CD toolbar. 


When you follow these links you will see pages that provide a full listing of the acronyms 
and glossary terms and their definitions. 


In addition, all of the acronyms and glossary terms have been located in the full text, and the 
first occurrence of each within a section has been highlighted in green (as opposed to the text 
highlighted in blue, which represents hypertext links to other parts of Service Support). By 
rolling your mouse over the green highlight you will activate a pop up window displaying the 
definition. This provides you with an instant lookup without losing your place in the full text. 
In being able to access the acronyms and glossary definitions as a permanent tool, you are 
able to instantly compare terms and definitions. 


Help 


As the link to the Help pages resides on Service Support CD Toolbar Menu, it will always be 
available to you, no matter what part of Service Support you are currently in. 


Previous/Next Section 


Use these buttons to navigate to the next or previous section of content. 


Show Table of Contents 


This button is used to return to the current Table of Contents (ToC) after performing a 
search. It refreshes the ToC to match the current content. 


As you view the full text of ITIL Service Support, the default view will display a ToC in the 
left frame. 


The ToC contains a hierarchical structure, so you can use the + and - signs to show more or 
less detail. Each section heading in the ToC is a link to that section. 


If you are simply reading through the text in its logical sequence (i.e. as though turning the 
pages of a book), or prefer to expand the main content area so that it displays more text or a 
larger image, you may wish to remove the ToC from view. 


Show/Hide Navigation Pane 


By clicking on this button you can remove the ToC or search results from view. Clicking 
again brings which ever was hidden back into view. 


To return to the ToC after conducting a search, click on "Show Table of Contents" on the 
toolbar. 


Bookmarks 


This will display a list of the pages that you have bookmarked, with each title linking to that 
page. To bookmark a page, click on the flag icon in the left corner. Once a page is bookmarked 
the flag icon is displayed in red. Clicking on the icon again will clear the bookmark. 
Bookmarks can also be cleared from the list of bookmarks by clicking on the cross icon next 
to the page title. Bookmarks are saved between sessions by storing the bookmark information 
in a ‘cookie’. For this to work 'cookies' must be enabled for your browser, also because the 
cookie is stored on the computer being used, previous bookmarks will not be accessible if the 
Service Support CD is used on a different computer. 
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History 


The CD-ROM tracks up to twenty previously viewed pages, on a per-session basis. To display 
a list of these click on the 'History' button. The list of previously viewed pages is displayed 
starting with the most recent. 


The Search frame is at the top right of the screen. This shows a single text box. Entering a 
word in this text box and clicking the “Search” button will execute a general keyword search 
across the whole of Service Support. The Search Results will be displayed in the left frame. 
The Search facility works on single words, multiple words or phrases and can use Boolean 
operators. 


Keyword Search 


An individual word can be entered and the documents returned in the Search Results will 
contain the search word. Please note that stemmed words will also be returned in the search 
results. Stemmed words are similar words to the search term and should not be compared to 
Wildcards which have to have the full search term as part of the returned word. 


Example Search 
manage 


Search Result 


documents will contain manage and may contain stemmed words 
l.e. managing 


More than one keyword may be entered 


Example Search 
manage organisation 


Search Result 
documents will contain manage or organisation. 


The space which separates the two words is treated as an ‘or’ Boolean condition. 


A 


Wildcards 


An individual word can be entered with the character * to return any words that begin with 
the search term. Wildcards should not be compared to Stemmed words 1.e. managing would 
not be returned as a result because it does not contain manage. 


Example Search 
manage* 


Search Result 


documents will contain words like ‘manage’, ‘manages’, ‘management ’, 
‘managed’ etc. 


Phrases 


A phrase can be entered into the search box. The phrase must be 
surrounded by quotes. 


Example Search 


” 


“managing change 


Search Result 
documents must contain the exact phrase “managing change ” 


Boolean 


The above searches can contain Boolean operators. The Boolean operators are AND (you’re 
looking for all terms), OR (you’re looking for at least one of the terms), and NOT (you’re 
excluding a term). 


Example Keyword Boolean Search 
manage and organisation 


Search Result 
documents must contain both keywords. 


Example Phrase/Keyword Boolean Search 
“service management ” and change 


Search Result 
documents must contain both the phrase and the keyword. 


Example Keyword/Wildcard Boolean Search 
management not process* 


Search Result 


documents must contain the keyword without any wildcard variations 
of process. 
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Search Results 


The Search results will be displayed in the left frame. They will be delivered in groups of 
twenty, with next and previous buttons that take you page by page through the list of search 
results. 


Each result appearing in the list is displayed according to the section heading. Each section 
heading is a link, and by clicking this link the full text of the section will be displayed in the 
main content frame to the right. The results list will remain visible so that you can view 
other results without having to re-execute your search. 


To display the Table of Contents (ToC) in the left-hand frame, rather than the search results, 
please click ‘Show Table of Contents’ button. 


When you view the full text of your search results, you will find that every occurrence of 
your search term will be highlighted. It will also be surrounded by next/previous term 
indicators (arrows). By clicking on these next/previous arrows you can navigate through 
the text to each occurrence of your search term. 


Hypertext Links 


Throughout the text you will notice that words or phrases appear in blue or green text. The 
blue text represents a hypertext link. This will usually be a reference to another section of 
Service Support and clicking on the blue text will take you to that section. 


Green text, however, indicates an Acronyms and Glossary term, see Acronyms and Glossary 
heading above. 


Because the presentation of this Service Support CD is frames based, to print information 
from this CD you will need to be sure that you activate the part of the screen that you wish to 
print. That is, if you are viewing the full text with the Table of Contents (ToC) visible, be 
sure to click in the main content area to the right before you click your Browser’s print 
button, to be sure to print that area. 





Technical Support 


Send an email to customer.services @tso.co.uk naming Service Support CD in the subject 
line. Alternatively, telephone +44 (0) 870 600 5522. 


Technical support is available from TSO by telephone, facsimile or e-mail, between 0900 
hrs and 1700 hrs, Monday to Friday (excluding English Bank and Public Holidays) within 
either of the applicable UK time standards, GMT or BST. 


All queries will be replied to within 3 working days either with a solution or a timescale 
when the solution will be supplied. 
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SERVICE SUPPORT 
STAND ALONE SINGLE USER LICENCE AGREEMENT 


a 


3.2 


Ded 


3.4 


This stand alone single user licence agreement is issued by The Stationery Office Ltd (the “Licensor’’) on behalf 
of the Office of Government Commerce (OGC). The copyright in the Data listed below is owned by the Crown 
and managed by OGC on behalf of the Crown. By opening this package you (the “Licensee’”’) agree with the 
Licensor to be bound by the terms of this Agreement which shall govern your use of this Product. 


Definitions 
The following terms shall have the following meanings: 


“Agreement” means this stand alone single user licence agreement supplied by 
the Licensor. 

“Computer” means an IBM-PC compatible computer capable of running 
Microsoft Windows. 

“Data Owner” means the Office of Government Commerce (OGC). 


“Data Owner’s Copyright Notice” means © Crown Copyright 2002 - This is a Value Added product 
which falls outside the scope of the HMSO Class Licence. 


“Data” means the electronic version of Service Support together with 
any coding or access codes provided. 

“Database” means the combination of Data and its interface with the 
operating Software. 

“Licensee” means the individual or legal entity opening this package 
containing this Agreement. 

“Licensor” means The Stationery Office Limited (TSO®). 

“Product” means the CD ROM containing the Database and the Software. 

“Software” means the programmes and ancillary files provided by the 
Licensor for the purpose of accessing, searching, retrieving and 
displaying the Data. 

“Warranty Period” means a period of 90 (ninety) days after the date of original 


purchase of this Product. 


Licence 
The Licensee is permitted on a non-exclusive and non-transferable basis: 


3.1.1 to load this Product into and use it on a single Computer which is under your control; 


3.1.2 tocopy this Product from one Computer to another provided that this Product shall be used on only one 
Computer at any one time; 


3.1.3. to make one copy of this Product for back-up purposes only in support of the permitted use. The back up 
copy shall reproduce and include the Data Owner’s Copyright Notice and an acknowledgement of the 


Data Owner’s trade marks; 


3.1.4 to print out Data, provided that such print out is only for your own personal use, and provided that such 
Data is bona fide the results of searching the Database with the Software; and 


3.1.5 to copy Data to a computer disk, provided that such copy is only for your own personal use, and provided 
that such Data is bona fide the results of searching the Database with the Software. 


Libraries may use this Product for bibliographic work, acquisition, cataloguing and for research by library users. 


Personal users may use this Product for any form of personal research, compilation of bibliographies and 
catalogues for their own use. 


Booksellers may use this Product for the normal activities of bookselling. 
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6.1 


6.2 


6.3 


6.4 


6.5 


6.6 


Service Support 


The Licensee is not permitted: 


3.5.1 except as expressly permitted by this Agreement and save to the extent and in the circumstances expressly 
required to be permitted by law, to rent, sell, lease, sub-license, loan, copy, modify, adapt, merge, translate, 
reverse engineer, decompile, disassemble or create derivative works based on the whole or any part of the 
Database or Software or its associated documentation or use, reproduce or deal in this Product or any part 
thereof in any way; 


3.5.2 touse any access software system to search the Database other than the Software provided under this 
Agreement; and 


3.5.3. to reproduce extracts from the Database in print or other form without the prior written permission of the 
Data Owner (excepting such extract quotations as may statutorily be required of you in the normal course 
of business). 


Term 

This Agreement shall be effective until you terminate it by destroying this Product and its documentation together 
with all copies. This Agreement shall also terminate if you fail to abide by its terms. Upon termination you shall 
destroy all copies of this Product and its documentation including any Software stored on any Computer under 
your control. 


Ownership 
Title in this Product shall remain with the Licensor until the purchase price is received by the Licensor. For the 
avoidance of doubt, the title to the Data, shall at all times remain with the Crown. 


You own only the CD-ROM (or authorised replacement) on which the Database and Software are recorded. You 
may retain the CD-ROM on termination of this Agreement provided the Database and Software have been 
erased. The Licensor shall at all times retain ownership of the Database and Software as recorded on the original 
CD-ROM and all subsequent copies thereof regardless of form. This Agreement applies to the grant of the 
licence contained herein only and not to the contract of sale of the CD-ROM. The Licensor’s warranties under 
this Agreement are available only to the original Licensee. 


Warranties 

The Licensor warrants that the CD-ROM on which this Product is supplied will be free from defects in materials 
and workmanship under normal use during the Warranty Period. If a defect in the CD-ROM occurs during the 
Warranty Period it may be returned with proof of purchase to the Licensor who will replace it free of charge. 


The Licensor warrants that this Product will perform substantially in accordance with its accompanying 
documentation (provided that this Product is properly used on the Computer and with the operating system for 
which it was designed) and that the documentation correctly describes the operation of this Product in all material 
respects. 


If the Licensor is notified of significant errors during the Warranty Period the Licensor will correct any such 
demonstrable errors in the Software or its documentation within a reasonable time or (at its option) provide or 
authorise a refund (against return of this Product and its documentation). 


The above clauses 6.1 and 6.3 represent your sole remedies for any breach of the Licensor’s warranties, which are 
given only to the original Licensee. 


The express terms of this Agreement are in lieu of all warranties, conditions, undertakings, terms and obligations 
implied by statute, common law, trade usage, course of dealing or otherwise all of which are hereby excluded to 
the fullest extent permitted by law. 


The Licensor does not warrant that this Product will meet your requirements or that the operation of this Product 
will be uninterrupted or error-free or that defects in this Product will be corrected. 
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6.7 You will load and use this Product at your own risk and in no event will the Licensor, the Data Owner nor the 


Crown be liable to you for any loss or damage of any kind (except personal injury or death resulting from the 
Licensor’s negligence) including lost profits or other consequential loss arising from your use or inability to use 
this Product or from errors or deficiencies in it whether caused by negligence or otherwise except as expressly 
provided herein. In no event will the Licensor’s liability exceed the amount paid by you for this Product. 


Law 
This Agreement shall be construed as a contract made in England and shall be interpreted in accordance with 
English law. The parties hereby submit to the exclusive jurisdiction of the English Courts. 


If you have any questions concerning this Agreement please write to 


The Stationery Office Ltd 
St Crispins 

Duke Street 

Norwich 

NR3 IPD 

UK 


Tel: +44 (0) 870 600 5522 
Fax: +44 (0) 870 600 5533 
Corporate website: www.tso.co.uk 


Version Date of this reference copy licence: 06 December 2001 


This is a reference copy of the stand alone single user licence, which is valid only on the publication date of 
Service Support. 


The master version of this stand alone single user licence is held on TSO website named www.tso.co.uk, and will 
be updated over time to show changing details, such as new customer service contact telephone numbers, or 
changes to the licence terms and conditions. 





ITIL® is a Registered Trade Mark and a Community Trade Mark 
of the Office of Goverment Commerce. 


The OGC logo® is a registered Trade Mark of Her Majesty's Treasury 


